el LT T,

. ’mm
e
ey tnuey >
200800 (oo

. 50—-.'..5

-

ura Melbourne lene Klug
estor: Marcela Quintana
nnon Dukes, Ken Johns

March 2019

o




Purpose & Overview

The Challenge

Chico’s FAS was interested in introducing BOPIS as a new omnichannel service for our
customers. The CX/UX team was asked to define what a seamless BOPIS customer experience
would look and feel like, and then design an MVP version that our other teams could quickly
implement and support.

BOPIS CX/UX Approach
Before we could map out an ideal customer journey through BOPIS, we needed to understand

the competitive landscape as well as customer experience, expectations, and preference with
BOPIS.

In this presentation we will show you how we got there through in depth competitive analysis
and user testing to make CX/UX recommendations, (MVP and Future-state), and final CX/UX
design for an MVP implementation.

BOPIS CX/UX Discovery

Project Goals

e Toprovide asingle view of the
BOPIS omnichannel journey as it
relates to both online and in-store
experiences.

e To shine a light on opportunities
and pitfalls of BOPIS through an
exploration of the competitive
landscape

e To make recommendations of how
we might minimize the customer pain
points by improving the overall
customer experience for BOPIS.

CxX



BOPIS CX/UX Discovery €

The CX/UX Process

Step 2 Step 4
Perform Define

Competitive CX/UX
Research Requirements

Step 1 Step 3 Step 5

@ Perform User Cr?at,e the
Market Drivers Preference Chico’s FAS

Understand
& Dynamics Test experience
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STEP 1

Understanding the Market



What the heck is BOPIS?

BOPIS CX/UX Discovery

It’s not...

* Acreepy uncle?

¥ A medical condition?

¥ A Russian spy satellite

¢ An Icelandic trip-hop artist
¢ A spicy Filipino dish?

(Okay ... actually it is, but that’s not what
we are going to be talking about!)



BOPIS CX/UX Discovery

BOPIS:

[Abbreviation | bouepis]

Buy online, pickup in-store is a retail strategy
where products are purchased online and then
picked up in the store rather than shipped to the

customer.



IN OTHER WORDS...

It’s Omnichannel!



BOPIS CX/UX Discovery

The Customer Journey from Channel to Channel
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c x Credits: Foresee Experience Index 2018 - Survey based on 40,000 holiday shoppers 8



BOPIS CX/UX Discovery

BOPIS Capitalizes on Inherent Customer Behavior

]
STARTS IN > ENDS IN
0o 74%
STORE ‘on L?|  STORE
I=
19%
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13%
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x Credits: Foresee Experience Index 2018 - Survey based on 40,000 holiday shoppers )



BOPIS CX/UX Discovery

BOPIS Merges The Customer Journey From Consideration to Loyalty

Awareness Consideration Purchase Service Loyalty

ﬁ(ﬁﬁiﬁ{ = 00 A >,

g 0B m o ¢
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BOPIS CX/UX Discovery €

Speed is King and Convenience is Queen.

ShOpperS lOVE Customers want convenient and versatile pick-up
. . and return options. Retailers are responding, but
ﬂGXIble fUlf’llment not fast enough for shoppers.

61% 58% 61%

of customers place a high ~ relied on it in the 2018 use BOPIS, and 23% plan
importance on BOPIS ~ holiday season, up 25% - toincrease their use
availability over last year

Credits: ForeSee Experience Index 11



BOPIS CX/UX Discovery €

Top Reasons for Picking Up Orders In-Store

What is the main reason that you have chosen to pick up an online order in a store?

To avoid shipping fees 73%

The store was nearby, and it was
convenient for me to just pick up 32%
| needed my purchase that day and

couldn’t wait for delivery 30%

| was going to that store anyway, but |

wanted to be sure they had my item 22%

I’m worried about deliveries to my home

being stolen. I’d rather pick up... 10%

A retailer offered me a coupon to pick up
my online order in stores

0 10 20 30 40 50 60 70 80

Credits: Internet Retailer consumer survey 12



BOPIS CX/UX Discovery

Problems Customers Experienced Using BOPIS

BABY BOOMERS
GEN X’ERS

42% 42%
39%

34%
29%

24% 24%
20% 19%

22% 23%

Items were not  Slow in-store Iltems were Not informed [tems were not Incorrect items Technical ltem was
ready for pick service held at the when items as described  were held at issues when damaged or
up on-time wrong store were ready for on the site the store placing online broken

pickup order

x Credits: Foresee Experience Index 13
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BOPIS CX/UX Discovery €

Competitive Analysis - BOPIS, ROPIS, BOSS

We looked at 52 retailers who offered some type of alternative fulfillment option.

« Chico’s Competitors: Soft Surroundings, JJill, « Soma Competitors: Lively, Aerie (AEO),
Coldwater Creek, Talbot’s, JC Penney, Macy’s, Victoria Secret, Third Love, True & Co, Spanx,
Dillard’s, Saks, Belk, Kohl’s, Amazon Sephora,

¢ COTR Competitors: Ann Taylor Factory, Loft « Other Non-Competitors: Nordstrom,

Factory, Neiman Marcus Last Call, Saks Off Fifth, Anthropologie, Gap, Old Navy, Kate Spade,

JCrew Factory, Banana Republic Factory, Nordstrom Lane Bryant, Rue 21, Under Armour, Walmart,

Rack Best Buy, Home Depot, Petco, Chewy, Crate &
Barrel, HayNeedle, Apple, Starbucks,

WHBM Competitors: Massimo Dutti, Ann Taylor, Michaels, Bed, Bath & Beyond, Dick’s Sporting
Banana Republic, Zara, Michael Kors, Old Navy, JC Goods

Penney, Kohl’s, Target, JCrew

Doc Link: https://chicosfas.sharepoint.com/:x:/s/CXTeam/EeiOUsaXNG9AoOxBy6G1h4ABqVjwsPaihsk6-TkostAjGA?e=MiaBBS 15



https://chicosfas.sharepoint.com/:x:/s/CXTeam/Eei0UsaXNG9AoOxBy6G1h4ABqVjwsPaihsk6-TkostAjGA?e=MiaBBS

BOPIS CX/UX Discovery €

Competitive Analysis - BOPIS, ROPIS, BOSS

BOPIS ROPIS BOSS FIS/Locate SAME DAY PICKUP NONE

RETAILER

CHICOS COMPETITOR SET
Soft Surroundings
HiL

Coldwater Creek
Talbots

JCP

Macy's

Dillard's

Saks
Belk
Kohl's

Amazon I

BOPIS - Buy Online, Pickup in Store:
22 of 52 retailers have
7 do it well

OTR COMPETITOR SET ROPIS - Reserve Online, FIS/Locate - Find in Store:

Ann Taylor Factory

LoftFactory Pickup in Store: 15 of 52 retailers have

Neiman Marcus Last Call

Banana Republic Factory
Nordstrom Rack

2 do it well

v oy . 5 of 52 retailers have 7 do it well

WHBM Competitor
Massimo Dutti

Ann Taylor

Banana Republic

Zara

Michael Kors

Target

JCREW

SOMA Competitor List

ROPIS - Reserve Online, Same Day Pickup:
Pickup in Store: 15 of 52 retailers have
5 of 52 retailers have 9 do it well

. 2 do it well

Aerie (AEO)
Victoria's Secret
Third Love

True & Co
Spanx

Sephora

YTUED NMOMN COMDETITAD CCET

16



BOPIS CX/UX Discovery €

Competitive Analysis - BOPIS Deep Dive

Retailers reviewed (9) Criteria for comparison
* Ann Taylor  Online (Desktop + Mobile): Homepage/Global Header,
. 0Old Navy PLP/Grid, PDP, Cart, Checkout, Location Finder
« JC Penney * Communication: Emails, Text
« Kohl’s « In-Store: Signage, Location, Receipts, Time, Ease

« Nordstrom o . .
Priority of implementation

«  Walmart

. Target * Must Have (MH)

Home Depot * Nice To Have (NTH)

« Best Buy » Exceeds Expectation (EE)

Doc Link: https://chicosfas.sharepoint.com/:x:/s/CXTeam/EeiOUsaXNG9AoOxBy6G1h4ABqVjwsPaihsk6-TkostAjGA?e=MiaBBS 17



https://chicosfas.sharepoint.com/:x:/s/CXTeam/Eei0UsaXNG9AoOxBy6G1h4ABqVjwsPaihsk6-TkostAjGA?e=MiaBBS%E2%80%8B

Competitive Analysis - BOPIS Deep Dive

In all, we analyzed more than 60 BOPIS features, for both desktop and mobile, to define a best-in class experience.

FEATURE ANNTAYIOR |  OLDNAVY |  ICPenney | Kohl's | Nordstrom Target |  WALMART BestBuy | HOME DEPOT
Homepage/Global Header - Desktop
Ad for BOPIS N Y N Y Y Y Food Only Y Y
Auto-detect Location N Y N Y N Y Y Y Y
Auto- Selects nearest store N N N Y N Y Y Y Y
Find A Store N N Y N N Y Y N N
Homepage/ Global Header - Mobile
Ad for BOPIS N Y N Y Y Y Food Only Y %
Auto-detect Location N Y N Y Y Y Y Y Y
Auto- Selects nearest store N N N Y N Y Y Y Y
Find A Store N N Y % Y (bad) Y Y N N
PLP Grid - Desktop
Filter by Store Pickup N Y Y Y Y Y Y Y Y
Filter by Same Day Pickup N N Y Y Y Y Food Only Y %
Filter by 1 Store N Y \% N Y Y Y Y Y
Filter by Multiple Stores N N Y \% N N N N Y
Availability on Product Cards N N \% % N Y Y Y Y
Can Change Store Y Y Y Y Y N Y Y Y
Auto-detect Location Y Y Y Y N Y Y Y Y
PLP Grid - Mobile
Filter by Store Pickup N Y Y Y Y Y Y Y Y
Filter by Same Day Pickup N N Y \% Y Y Food Only Y Y
Filter by 1 Store N Y Y Y Y Y Y Y Y
Filter by Multiple Stores N N Y N N N N N N




BOPIS CX/UX Discovery

“l don’t believe in luck, but | do believe in assigning value to things.”
- A Beautiful Mind
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User Preference Testing



BOPIS CX Research

The False-Consensus Effect: We are not our customers

AS IT TURNS OUT,
EVERY USER WE
TALKED TO WAS AN
IDIOT, AND THEIR
DUMB SUGGESTIONS
RUINED OUR PRODUCT.

WE INTERVIEWED
HUNDREDS OF USERS
AND TURNED ALL OF
THEIR SUGGESTIONS

INTO FEATURES.

IN HINDSIGHT, WE
| PROBABLY SHOULD HAVE
TALKED TO PEOPLE
WHO WORK OUTSIDE
THIS BUILDING.

C-7-12 o202 Scott Adams, INC. Det by
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Test Overview

Total Participants: 44

Tests Types (Devices)

o Desktop - 30 Participants

©)

Mobile - 14 Participants

Avg. Time Spent: 10+ min

Demographic: Female

©)

©)

©)

©)

Age: 35+

United States, Canada
Household income: 40K+
Any Web Experience

Any Social Network Usage

BOPIS CX/UX Discovery €N

Requirements (Screener Questions):

1.

2.

When was the last time you shopped online?
» Last 30 days, Last 60 days, Less than 6 months [Accept]

* More than 6 months, | don’t shop online, None of the above [Reject]

| have shopped at the following:

» Chico’s, Soma, White House Black Market [Must Select]
« Ann Taylor, JJill, Talbot’s [May Select]
* | don’t shop at any of these stores. [Reject]

22



BOPIS CX/UX Discovery €

Which "Buy Online, Pickup in Store" experience was easier to use?

Key Insights

Mobile users overwhelmingly selected Ann
Taylor as the experience that was easiest to
use.

Desktop users found the brands were closer
in experience, but with Ann Taylor slightly
ahead.

We found a strong correlation between ease
of use and overall satisfaction with mobile
users.

Desktop Mobile Combined

" Michael Kors = Ann Taylor B They are Both Equal
23



BOPIS CX/UX Discovery €

How important is same day in-store pickup to you when shopping?

EnN

m Very Important

®m Not Important

m Neutral

Key Insights

92% of Mobile users stated that BOPIS would
is very or somewhat important to them.

67% of Desktop users stated that BOPIS
would is very or somewhat important to
them.

24



BOPIS CX/UX Discovery €

How likely would a "Buy Online, Pickup in Store" option influence your decision to buy an item?

Key Insights

92% of Mobile users stated that BOPIS would
influence their decision to buy.

83% of Desktop users stated that BOPIS would
influence their decision to buy.

m Likely = Unlikely = Neutral

25



BOPIS CX/UX Discovery €N

Have you ever used "Buy Online, Pickup in Store" as an alternative to ship to home or ship to

store? And if so, with which retailers?

Target
Walmart
Macy’s

Kohls

Best Buy
Old Navy
Dillard’s
JCPenney

Nordstrom

Never Used

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Key Insights

86% of all customers tested have used “buy
online, pickup in store”.

30% of all customers tested have used
Target for “buy online, pickup in store”.

Target is by far the top retail BOPIS
experience of those tested.

26



What do you think of Ann Taylor?

Things | LIKE...

Pick up as early as today which I’'m assuming
that it would say something different if it
wasn't ready... it's nice when we are in the
last minute

| wanted to pick up in store | was able to
type in my zip code and then it gave me the
closest store to me that had the product
available

This is pretty easy it showed me all the
different locations that were available by my
Denver Colorado. And It could show me which
ones had the dress quite easily so that was
great. | really like it!

Credits: UserTesting.com BOPIS Preference Test

OO

BOPIS CX/UX Discovery €N

Things | DISLIKE...

It would have been nice to know if it was
available first before | put it into my shopping
bag.

When you're in on the first landing page with
the actual product, it is not clear where you
can do the pick up the store... you have to
actually add item to your cart and be checking

| think it would be much more beneficial to put
in your location first before you start shopping
in that way would only show you items that
were available in your search range versus
finding something you | can be disappointed
that you can't find it.

27



What do you think of Michael Kors?

Things | LIKE...

| really like the option to do pick up in store
right from the item page itself... that's really
what I'm looking for.

| did like that it was just a couple clicks right
it was selecting my various options on that
item selecting page. I.E. color and size and
then choosing the option to pick up.

| like that it explained the pick up
process...they mention about order at least
three hours before a store closing and listing
the details of the store including the phone
number that was helpful.

Credits: UserTesting.com BOPIS Preference Test

e
O
o

BOPIS CX/UX Discovery €

Things | DISLIKE...

In order to edit or change the store | wanted to
pick up in, | had to actually go back in to where
I had put the dress in my bag in the first place
and choose another store. | was not able to edit
that and make that change within the shopping
bag.

Definitely did not like that | couldn't change the
store location easily change it and that | would
have to start all over again next.

I definitely do not like the fact that it did not
show me that there was a definite probability
of the items being in my store... it just said
limited availability and then all the other

stores so that it was out of stock.
28



BOPIS CX/UX Discovery €

If you could change anything, what would you change?

(3
[
Q

E I would like an option to pick up and buy in

store from the item page

your color and your size. | would make all

those choices from the beginning and then

add to the bag.

Credits: UserTesting.com BOPIS Preference Test

The only thing that would change is that the =
radio button to pick up in the store is bigger ’
and | can see it easier didn't stand out to me

The ship to me or pick up and start option "
would be on the same pages where you pick

When I'm looking at dresses on the landing
page, | would like to toggle up in the top right
hand corner items available for pick up

Add a note that says more information on
delivery and you know delivery options can be
found at checkout

| think it would be much more beneficial to put
in your location first before you start shopping
in that way would only show you items that
were available in your search range versus
finding something you | can be disappointed
that you can't find it.

29



WHBM Competitor Analysis

Understanding Customer Expectations

Expectations are important as they help to inform what the value - or
take away of an experience - means to the customer.

5 >

Implicit Expectations - Explicit Expectations -
Set by cultural norms, industry norms, Set by marketing...what we tell the

competitive norms, word of mouth, etc. customer that they can expect from us.

30
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BOPIS CX/UX Discovery

“l need to believe that something extraordinary is possible.”

- A Beautiful Mind

]
o search for s \ | i
Current Location” tO find stoO

.

!Allow customer t
city/state, or “Use
inventory.

Allow customer to set preferred store. Preferred store

should be pre-populated in check out and the customer
should have the ability to select a new location if

inventory is not available for BOPIS.
(guest users can enter zip code)

32



BOPIS CX/UX Discovery €

CX/UX Requirements

The 4 Parts of a CX Strategy

The CX requirements were shaped from

the market, competitive and customer 1. Vision

research collected by the CX/UX team and 2. Who (intended customers)

aligned to the overall business goals and 3. How (critical differentiator)

project timeline. 4. Metrics (KPIs for gauging success)

As one of the 11 cross-functional teams

who contributed to the final requirements,

we helped to shape the end-to-end BOPIS The CX Strategy plugs into the “how” by
experience by looking at it through a setting the vision for customer experience
customer lens. and defining the set of goals and actions

needed to drive business results.

33



BOPIS CX/UX Discovery €

CX MVP Recommendations

© Have some type of ad for “Buy Online, Pickup in © Allow the customer to have split cart (both pickup
Store” on our homepages and ship to home in cart/checkout)
© Use auto-detection for location using IP © Allow customer to select alternate person to pick an
address to automatically detect the nearest store order
© Display inventory availability on the PDP by default © Send concise pickup status that includes instructions
(don’t force her to navigate away to see of where to pickup in store and what to bring
availability) © To avoid fraud, require driver’s license/ID and the
© Allow user to change location and see inventory order number for pick up
availability in all stores within an extended radius . : : . -
of default store © Utilize store signage to help with pickup wayfinding
© Allow customer a toggle to switch all items in cart © When possible, offer designated parking for pickup
: . . orders
to default pickup location or ship to home
© Add a “packaged by” card/slip with associate contact

© Allow the customer to add multi-store pickup in

the cart/checkout (Don’t force to one location) information to each order to humanize experience.

34



BOPIS CX/UX Discovery €

CX Future State Recommendations

Display default store on global header with link to
change

Store “my store” setting in account profile if
registered user.

Show both ship and pickup orders in the order history
for registered users

Offer filtering of SKU-level inventory at the PLP/grid
with the ability to change the set store and add other
stores within an extended radius to filter (requires a
default size)

Display pickup availability in the product card on the
PLP/grid pages and allow filtering

Find in store is rarely used when BOPIS is presented
with SKU-level inventory by store. We should
reinvestigate the requirement of keeping Find in Store

Allow customer to select text messaging or email for
order status notifications

Allow the customer to select additional services during
pickup, such as a styling session, bra fitting, etc...to
increase upsell opportunities

Send a post-pickup incentive email to bring her back
into the store (510 off next purchase, etc...)

Allow customers to have a self-serve pickup option

Integrate BOPIS into customer app with confirmation
sent to the customer’s phone with a QR code that can
be scanned at the store for pickup

Curbside service with a scanner that announces to the
store that a customer is there for an online order
pickup. The customer wouldn’t need to go into the
store at all.

35



CX

STEP 5

The Chico’s FAS Experience



BOPIS CX/UX Discovery

“A profile, a look, a voice, can capture a heart in no time at all.”
- A Beautiful Mind

PRE-EXPERIENCE
[ ¥

IS [ Pt OnHNE A PICK URINSTORE

(5) USE MY LOCATION

: ' - Please select a size and enter your zip code, city or
Lustomerrecsves 3 -us state to see pick up in store availability.

LEARN MORE

new arrivals.

37



Customer Journey Map

BOPIS

Customer Journey
\
4
Lydia Green

WHBM Customer - Top Quartile

ABOUT LYDIA:
+ Female
. 45yearsold

+  Tampa, Florida
+  Married w/ 1 child

«  OfficeManagerfor a small
law firm

SCENARIO:

Itis 2:00 pm and Lynda s at the
office. She has just been asked to
attend an important charity
function tomorrow night to accept
an award for her office’s pro bono
work in the community. She needs
to find a new dress that will make
her look her best, but not empty
the bank...and she needs it today.

GOALS AND EXPECTATIONS:
+ Findastylishdressata
reasonable price

Pick up from a WHBM store
tonight

«  The store must be on her way
home from work

+ Shedoesn't want to spend a lot
of time

GUIDING PRINCIPLES

Help me make informed decisions

Don't make me wait for something that is suppose Tell me what | need to know, when I need to knowit

0 save me time and, how I want to receive it

PRE-EXPERIENCE 1DAY- 1 WEEK
r 1l 1T

cosoummon s

1 DAY -2 WEEKS

of users tested prefered

Give me a consistent experience across channels

and touch points

1 DAY - 60 DAYS PAST PURCHASE

having

the BOPIS option avalable

5 % | o product page rather than
Customer does not
(o) 7157 | mis

find a store with a
product i hersize

O Customer receives a g Customner clicks

promotional email through and begins
offering 30% off tobrowsethe

e Customerfinds a

dress she wantsto through tothe
buy in her size and Location Finderand

several stores within checkout.
her set radius that

confirmation emailis SMS text message

sentto the austomer

telling her that order

Make the experience both convenient andenjoyableso.
Tllwant to doitagain

ADVOCACY /LOVALTY

. Customer clicks . Customer finds . Customer completes . Anorder . Customer receives . Customer goes to . Customer receives a

post-pickup email

store to pick up
rder. offering heran

entire purchase. website for dresses in sees that there s an searches fora store have the dress with pickup is ready for pick upin incentive to shop
new arrivals. option to pickupin near her Zip Code. available in her size, instructions. herstors again.
store. and selects astore on
herway home.
POSITIVE
Exclted
Optimistic Relleved Elated
Hopeful . 3
Delight P - o\nmnnwzehevwllhanmvlsn reward or discount
o to create a WOW! moment &build brand loyalty
Reducethe amount of effortittakes herto Uncertaln
find fan ftem s available
NEUTRAL

. Distressed

NEGATIVE

0Pruv|ds inventory visibilty early in the joumey
to give her more controland elevate experience:

PREMIUM CX OPPORTUNITIES

1. Show herthe Buy Online, Pick Upin Store service on
the homepage 50 she doesr't have search for later in
her visit

2. Use auto-detaction for location using IP address to
automatically detect the nearest store to her

1. Show store-level inventory on the PLP (by default
store) and allow herto add other stores within an
extended radius of her location

»

. Display pickup availability status on the PLP product
card copy.

3. page (gl
header) and give her the ability to change it

3. D ilati page
(by default store) and dorit force her to continuously
look to see ifsomething is available ornot

4. Give her flexibiltyin how she finds stores (by ZIP
code,city/state, or current location)

. Give her flebility with her search radius (don't
preset a range for her)

*

Let her know ifirventory availability is lowt

1. Allow her to change al tems in her defaul
pickup location or ship to home

2. Let her pick up ftems from multiple stores (Don't
force tochoose only one location)

3. Allow her to select both pick up n store and ship to
home inthe same order

4. Allow her to select an ahernate person to pick up her

er

5. Allow her to get her status notfications by text
message or email

6. Allow her to request personalized services while in
store, such as a styling session, braitting, stc

1. Send
confirmation, order processing, pickup ready,
pickup reminder, pickup delay, pickup complete)

2. Minimize time for pickup by only requiring driver's
license/ID and the order number for pick up

3. Utilize store signage to help with pickup wayfinding
4. When possible, offer designated parking for pickup
orders

5. Allow her to have aselfserve pickup option

6. Integrate BOPIS into customer app with confirma-
tion sent to her phone and scanned at the store for
pickup

1. Send a post-pidup incentive email to bring her back
into the store (310 0ff next purchase, etc...)

2. Send survey

TEAM OWNERSHIP
Brand Marketing and Creative Teams
Marketing Shared Services

UXTeam
X Team

Merchandisers
Omni Teams
Brand Dcom Team
ITTeam

UX Team
XTeam

Merchandisers
Omni Teams
Brand Dom Team
ITTeam

UXTeam
CXTeam

Brand Marketing and Creative Teams
Store Ops

POS T Teams

OmiTeam

Marketing Shared Services

X Team

Brand Marketing and Creative Teams
Marketing Shared Services
CRMTesm

cssc

XTeam

BOPIS CX/UX Discovery

BOPIS Customer Journey

The BOPIS Customer Journey Map shows
the “ideal” or “happy” path of a
typical White House Black Market
customer.

By taking into consideration her
emotional mindset, goals and
expectations, we have identified 3
moments of truth:

» Real-time visibility of inventory
while browsing & buying

* Clear & timely communication

» Elevating the pickup experience by
providing MAPS extras

38



Associate Journey Map

BOPIS GUIDING PRINCIPLES

. Help her make informed decisions
Associate Journey

Don't make her wait for something that is suppose Tell her what she needs to know, when she needs to Give hera consistent experience across channels Make the experienceboth convenient and enjoyable so
to save me time know it and, how she wants to receive it and touch points shellwanttodoitagain

IMMEDIATELY 14 HOURS. 13DAYS
r r 1r 1
'ORDER RECEIVED 'ORDER FULFILLED
L of surveyed stores state that of surveyed stores site fraud
O | togistics and inventory racking 0y, | and protection of customer
o i 0|} ; ;
P is their biggest challenge in information as their biggest
- instituting and managing obstacle when implementing
Jennifer Johnson ) foeetedon et 45 L D
WHBM Associate (Floor) ’ BOPIS BOPIS
0. . 0. 0. ..06..06..06..0.. 0. ..0.. 0.
Comesin for shift and A pis the the Associate takes order Assodiate finds Associate confirms
« Female signs into the Style associates thata pick name and details and item to confirm that ‘the item for pickup, Lydia Green who has. confirmation email package and scans the astomer ID,
Connect device BOPIS crder hias been locates the item itisthe right one prints the packing just come in to pick from austomer and packing slip to prints the receipt and
« 31yearsold placed siip, and attaches it to up her BOPIS order focks up detailsin confimn it s the right hands order to
* Tamps, Florida the bag the system item customer
+ Working @ WHBM 2+ yrs.
* Store Associate
POSITIVE
Task Complete :
Relief H
e oom. perscnalized styling services at pickup
. to provide upsell opportunity
NEUTRAL .- s
Mikayla Rae omamem amount of effortit takesthe
WHBM Associate (POS) asodate tofind ifan itemin the store
ABOUT MIKAYLA:
Reaction Mode
« Female
* 34yearsold
+ Tampa, Florida NEGATIVE
*  Working @ WHBM 7 yrs.
e " INTERNAL CX OPPORTUNITIES
* Store Associate
1. TRAINING -PICK 3. ITEMINFORMATION 1. TRAINING - PICKUP
. + Nameof product = Only trained associates should be allowed to deliver BOPIS orders
SCENARIO:
= Onlytrained tasks *  Image of product = Training should be conducted at least every month

Jennifer and Mikayla have been Inventory availability

! * Training should be conducted at least monthly
working at WHBM for more than 2

#ofitems in order

e T e i e *  Alltrained associates should have access to BOPIS orders wa Style Connect « SKUsftem mos.
! + Ordertotal
trained to handle BOPIS orders. 2. ACCEFTING APICK
Susan, their manager has set a goal * Accepting Il cther an 4. PICKING ITEM(S) 2
of 2 100% fulfillment rate for their * Picks are active until they are closed or cancelled . . . henan picked must be <30 mins
store, and the pressure is on. -
. area near POSand have

sticker attached with the following details:
GOALS AND EXPECTATIONS: « Orderno

* Name of person who ordered it
»  Pick requested items quickly *  Date the item was picked

» Organize picked items easily
+ Tend to customer needs with
warmth & friendliness

Offer upsell opportunities

= Mixed Cart (ship-to-home item + in-store item) checkout s the same at the counter
= Order delivery is completein < 1 minute of customer walking in the store

= Offer customer personal style assistance or additional service at time of pickup
STORE METRICS

- st store-devel
experience instore

« There must be criteria to red a store for BOPIS based

store performance

BOPIS CX/UX Discovery €

BOPIS Associate Journey

The BOPIS Associate Journey Map shows the
“expected” path of a typical White House
Black Market associate(s).

By taking into consideration the emotional
mindset, store goals and expectations, we
have identified premium CX opportunities.
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PDP Flow Diagram CX

Chico's FAS (All Brands) | BOPIS - PDP Flow WORK IN PROGRESS Page 1 of 1 Colorkey: | Pagorsecton | ‘ Modal J | useractons | | useropuons | Question intemal
Started 2.10.19 | Last Updated 2.12.19 { b T ]

Vendor

Product Display Page ‘ | I B .
POP) ‘ | Selectsize ‘ 3 PR
RN oy Process Flow Diagrams
N Process Flow diagrams were created
— to illustrate the separate steps of the
|| e BOPIS process in sequential order.
‘ snwﬂE:‘ Ship To Me F'"':,,;‘;}‘T ‘J; ‘ AAAAAAAAAAAAAAAAA Lopm 77777
_________________ i e rEa These charts helps designers and
S B B et B e | developers understand at a high-level
N l e the screen flow and decision points
= &= that define the product.
| VES
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PDP - No Store Selected

WHITEHO

Qe B0

PRODUCT NAME GOES HERE

Hkrk

$170.00

BUY ONLINE & PICK UP IN STORE

©useny Locanon

If no store has been previously
selected during the session, the
customer will be prompted to search
for a store near them by City/State
or ZIP Code or by their current
location.

BUY ONLINE & PICK UP IN STORE

>
SEARCH »

(9 USE MY LOCATION

Please select a size and enter

state to see pick up in s

LEARN MORE

BOPIS CX/UX Discovery

CX

BUY ONLINE & PICK UP IN STORE

PRODUCT NAME GOES HERE

PRICE:  $170.00
SIZE 6

LENGTH: SHORT
COLOR: BLACK

33966

@ USE MY LOCATION

We found X number of stores within 100 miles of you

SEARCH

D Only show stores with availability

‘ Waterside Shops at Pelican Bay
19 Miles Away | Closes at 7pm

Hide Store Details
5475-9 Tamiami Trail N, A 9

Naples, FL 34108, US
(239) 222-2222 | Get Directions

Hours:
Sun 11:00am - 6:00pm
Mon - Sat: 10:00am - 7:00pm

° Store Name B

25 Miles Away | Closes at 9pm

View Store Details

IN STOCK

PICK UP IN STORE

LIMITED STOCK @

PICK UP IN STORE

My
STORE

MAKE MY
STORE

This triggers the “Store Finder” modal that displays
stores, with inventory status, within a 100 miles radius
from the ZIP Code. Customers can sort stores by distance
or availability, and save a store as their favorite store.
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PDP - In Stock

PRODUCT NAME GOES HERE

Sk ead i | Wit e

$170.00

Guest User:

When a store is selected, it will

continue to show up as the

customer’s default store for that

session.

IN STORE AVAILABILITY

IN STOCK at
Waterside Shops @ Pelican Bay

Closes at 7:00 PM
26 miles away

@ FIND ANOTHER STORE

| PICK UP IN STORE

LEARN MORE

The store can be changed for
each item added to cart, with
multiple pickup locations
possible for checkout.

PRODUCT NAME GOES HERE

asen

Sk e 31 TOreviens | Wit i

aon

e
l

BOPIS CX/UX Discovery €

Registered User:

When the registered customer
selects a store it will display with
a “My Store” icon. This store will
be saved as her default in her
account settings for future
sessions.

IN STORE AVAILABILITY

f@‘ IN STOCK at
) Waterside Shops @ Pelican Bay
my

STORE Gloses at 7:00 PM
26 miles away

() FIND ANOTHER STORE

PICK UP IN STORE

LEARN MORE
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PDP Inventory Use Cases

1
No Store Selected
Item Sold in Stores

BUY ONLINE & PICK UP IN STORE
ate to see pick up in store availability

(9 USE MY LOCATION

LEARN MORE

7

No Store Selected
Item Sold in Stores
No Store Near ZIP

BUY ONLINE & PICK UP IN STORE

() USE MY LOCATION

se select a size and enter your zip code, city or
labilit

ate to see pick up in store availability

LEARN MORE

2
No Store Selected
Item NOT Sold in Stores

BUY ONLINE & PICK UP IN STORE

SEARCH

(©) uSE MY LOCATION

LEARN MORE

8

Store Selected
Item Sold in Stores
No Store Near ZIP

Sorry, the ZIP Code entered
is either invalid or there are
no stores near this location.

3

Store Selected

Item Sold in Stores

# and product available

IN STORE AVAILABILITY

3 INSTOCK at
@

Waterside Shops @ Pelican Bay
My

STORE Gloses at 7:00 PM
26 miles away

@ FIND ANOTHER STORE

PICK UP IN STORE

LEARN MORE

9
No Store Selected
Exclusion

This item is not sold in
stores.

4
Store Selected
Item Sold in Stores
00s

IN STORE AVAILABILITY

OUT OF STOCK at
Waterside Shops @ Pelican Bay

Closes at 7:00 PM
26 miles away

@ FIND ANOTHER STORE

LEARN MORE

10
Store Selected
Exclusion

This item is not sold in
stores.

5

Store Selected

Item Sold in Stores

# - # product available

IN STORE AVAILABILITY

LIMITED STOCK at
Waterside Shops @ Pelican Bay

Closes at 7:00 PM
26 miles away

@ FIND ANOTHER STORE

I PICK UP IN STORE

LEARN MORE

11

No Store Selected

Item Sold in Stores

NOT available for BOPIS

Pickup is not available.

Find Another Store

BOPIS CX/UX Discovery C>>:

6

Store Selected

Item Sold in Stores

NOT Sold in Selected Store

IN STORE AVAILABILITY

OUT OF STOCK at
Waterside Shops @ Pelican Bay

Closes at 7:00 PM
26 miles away

@ FIND ANOTHER STORE

LEARN MORE

Not Available @ Store name
Find Another Store

12

Store Selected

Item Sold in Stores
NOT available for BOPIS

Pickup is not available.
In Stock/Low Stock
Name of store selected

Find Another Store
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Store Finder BOPIS CX/UX Discovery €N

Desktop Mobile

BUY ONLINE & PICK UP IN STORE X
BUY ONLINE & PICK UP IN STORE

PRODUCT NAME GOES HERE

PRODUCT NAME GOES HERE @ PRICE:  $170.00

SIZE: 6
@ PRICE:  $170.00 LENGTH: SHORT
SIZE: 6 COLOR: BLACK

LENGTH: SHORT
COLOR: BLACK

33966 SEARCH
SEARCH
(5 USE MY LOCATION

@ USE MY LOCATION Only show stores with availability Only show stores with availability

We found X number of stores within

We found X number of stores within 100 miles of you. 100 miles of you.

o Waterside Shops at Pelican Bay @ o Waterside Shops at @
19 Miles Away | Closes at 7pm Pelican Bay MAKE MY

MAKE MY 19 Miles Away | Closes at 7pm STORE
) ) PICK UP IN STORE STORE
View Store Details

View Store Details

IN STOCK

Store Name B LIMITED STOCK @

42 Miles Away | Closes at 9pm PICK UP IN STORE

View Store Details PICK UP IN STORE

° Store Name B f\@

42 Miles Away | Closes at 9pm MY

STORE
View Store Details

LIMITED STOCK @

PICK UP IN STORE




Shopping Bag - Flow Diagram

BOPIS CX/UX Discovery €

Chico's FAS (All Brands) | BOPIS - Mini Cart & Shopping Bag Flow ~ FINAL Cotorkey: [ Fagusacin | [ T RS pecaees A = T J
Started 2.11.19 | Last Updated 2.13.1¢ T ) G CSE) [ )
‘ Persistent Mini Can J
‘ Shopping Bag
| Product in Bag? G 1 ------- : e LR
NO YES [~ Apply Promo Code ! Eat tem
Empty Mini Gart
-~ I T :
éMarmnngmoé | v"'c Lk | eanems) | NO | cose ‘4— (IS,‘U;:‘"D::;) Remove H c""mm“"“" mmom
| o [
POP Modal
T l Gonfirm Remave ‘ POP Page {Mmm]
v YES YES 3 ¥
v Change Change Kiem t0: Change ftem t:
e ( | Quanty [ Ship To Me | Pickup In Store \ms""'
éconnnue Shopping 1—! Shopping Bag L— f z
P [ | YES
l Location Finder
Modal
v
Add Another? ——
< Product
YES Avallagio? YES——C_avatadie?
N|O NO NO
| PR . oy —
Pickup Options
Remove? :
I E Change Store
NO E RS
l H H . Change item to:
' ; i ShpToMe
E i Change em 10 E
’ ‘ i | ShpToMe H
YES FA Mo, NO
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Shopping Bag

v 30% OFF SALE STYLES

NEW ARRIVALS CLOTHING DRESSES  SHOES & ACCESSORIES

< CONTINUE SHOPPING

YOUR SHOPPING BAG

Desktop

WHITEHOUSEBLACKMARKET SIGNIN REGISTER FEINDASTORE M5 v

WORK

COLLECTIONS

& Print & Email

YOUR ITEM(S) PRICE Qry: SUBTOTAL
REALLY LONG PRODUCT NAME $80.00 $160.60
GOES HERE
STYLE: 570000000
SKU 451000000000
COLOR: BLACK
SIZE: 8
LENGTH: REGULAR
2 Change X Remove
O Ship To Address
© FREE — Pick Up in Store
Store Name B goes here
® change Store
REALLY LONG PRODUCT NAME $53.40 $53.40

GOES HERE

STYLE: 570000000
SKU 451000000000
COLOR: BLUE

SIZE: M

Z.Change X _Remove

O Ship To Address

@ FREE — Pick Up in Store
Store Name A goes here

@ Change Store

PETITES  SALE asearcH
ORDER SUMMARY \
Subtotal $268.60
Est. Tax $2.40

(Based on 33966)

Enter ZIP Code CALCULATE

‘We'll show you updated estimated delivery & tax
or your area

Have A Promo Code?

Promo Code APPLY

Est. Total $281.00

CHECKOUT NOW >

JOIN US IN SUPPORT
Together we can make a difference
100% of the donations received will
be donated.
LIVING BEYOND III 5
BREAST CANCER
©: E0eaes40 ADD DONATION

G WANT IT FASTER?

Order now with Shoprunner and get it by
Day, Month XX with

FREE 2-Day Shipping

Sign Up Free | Signin

Mobile

ol Verizon LTE 6:03 PM ¥ O 87% =m

@& whitehouseblackmarket.com

ARTGIFT: VALENTINE'S DAY SHOPPING

WHITEHOUSEBLACKMARKET

U]

= Q Q (0]

MENU STORES SEARCH BAG

{ CONTINUE SHOPPING

YOUR SHOPPING BAG
& Print [ Email

YOUR ITEM(S)

REALLY LONG PRODUCT NAME

GOES HERE

STYLE: 570000000
SKU: 451000000000
COLOR: BLACK

SIZE: 8

LENGTH: REGULAR
PRICE: $§80.00

¢ Change X Remove

This item is no longer available in the store
you have selected. Please select a different
store or ship it instead.

@ Ship To Address

Pick Up in Store Unavailable

[~

Store Name A goes here

\ @ Change Store

BOPIS CX/UX Discovery €
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Checkout - Flow Diagram

Chico's FAS (ALL Brand) | BOPIS - Checkout Flow - Happy Path

Last Updated 3.6.19
Status: Final

"Checkout Now" |
[Shopping Bag] |

Login Modal

Does user have
an account?

I
YES

==

Email

NO Password

Forgot Password

User Acton | | MimorCopied | |

1.SHIPPING & PICKUP
"Delivery Method"

Item (Product)

Available for
Store Pickup?

YES

Free - Pick up in
Store

GuestUsers . Registered User !
v ~-

2. CONTACT & PAYMENT

v

Contact

Name
Email
Phone NO

(Store details)

"Change" Store 1

Shipping Details
Est. Delivery

1 Shipping "Options” 1
Zip Code

W~ -

Marketing Email |
Alternate Pickup
Person

Mix Cart
(includes fr—
Shipping)

DR
w

BOPIS CX/UX Discovery €

Page/Section | Decision Point

3. REVIEW & PLACE ORDER

Secure Payment

YES

{Same Billing Address!
(auto selected) |

-=-»  "Other" Alt Payments I

| Gifing . X |

---» Shipping Address

---»  Contact/Pickup Change |
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Checkout

What’s New?

STEP 1

In the Shipping & Pickup section
of checkout, the customer can

* Change the fulfillment option
» Change the pickup store

STEP 2

In the Contact and Payment
section of checkout, the customer
can

* Add pickup information

* Add alternative pickup person

STEP 3

In the Review Order section of

checkout, the customer has the

ability to review their selected

fulfillment option, including:

* Number of pickup items

* Pickup location & store
information

* Number of ship-to items

» Estimated day of arrival

» Shipping type/speed

» Shipping address

o 2

Shipping & Pickup

ORDER SUMMARY ~

Subtotal $223.00
Shipping & Handling $6.00
Sales Tax $10.10
(Based on 33966)

Have a promo code? +
Est. Total $239.10
1. SHIPPING & PICKUP asitems

Floral-Print Strapless Flounce $160.00

Sheath Dress
COLOR: FLORAL

SIZE: 8
PRICE: $80.00
qQry: 2

¢ Change ¥ Remove

FREE - Pick Up in Store
Bell Tower Shops €

@ Change Store

O Standard Shipping
Est. Arrival: Janurary 1-5 @

\ -'lgj Get it Faster

v e 3

Contact & Payment

ORDER SUMMARY

Est. Total

2. CONTACT & PAYMENT

$239.10

m(ing up: We will send you an email when your

order is ready. Bring a valid ID such as driver's
license or passport.

~

First Name

Last Name

@

\[mail

Yes, send me discount offers, updates on new

arrivals and special events.

Our Privacy Policy:

[ Add alternate pickup person =

Shipping Address

i

United States

Stree Address

BOPIS CX/UX Discovery €0

v v o
Review Order
ORDER SUMMARY -~
Est. Total $239.10
3.REVIEW ORDER ¢ Change

PickingUp @ 1item

~N

Bell Tower Shops

19 Miles Away | Closes at 7pm

5475-9 Tamiami Trail N, A9
Naples, FL 34108, US

(239) 222-2222

Hours:

Sun 11:00am - 6:00pm

Mon - Sat: 10:00am - 7:00pm

J

Floral-Print Strapless

$160.00

Flounce Sheath Dress

Color: Floral, Size: 8,
Price: $80.00,QTY: 2

-
Shipping 2 Items

Standard Shipping

Est. Arrival: Janurary 1-5

48
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Glossary of Terms

BOPIS: Buy online, pickup in-store is a retail strategy
where products are purchased online and then picked
up in the store rather than shipped to the customer.

ROPIS: Buy online, reserve in store is
a retail strategy where products are reserved online
and then tried on and purchased up in the store.

BOSS: Buy online, ship to store is a retail strategy
where products are purchased online and then shipped
to the store rather than shipped to the customer.

BORIS: Buy online, return in-store is a retail strategy
where products are purchased online and then
returned to the store rather than shipped to the
distribution center.

BOPIS CX/UX Discovery €

OMNICHANNEL: Also spelled omni-channel -- it is a
cross-channel approach to sales and marketing that
seeks to provide customers with a seamless shopping
experience, whether they're shopping online from a
desktop or mobile device, by telephone, or in a brick-
and-mortar store.

ATG: The server that hosts our brand websites and
their processes

DOM: The system that handles inventory management
for retail stores and DC

DC: Winder Distribution Center (Warehouse)
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BOPIS CX/UX Discovery €

Other Documents

Competitive Analysis - Macro & Micro Feature Matrix (Excel):

https://chicosfas.sharepoint.com/:x:/s/CXTeam/EeiOUsaXNG9A0oOxBy6G1h4ABqVjwsPaihsk6-TkostAjGA?e=G2LsYc

Customer Journey Map (PDF):
https://chicosfas.sharepoint.com/:b:/s/CXTeam/ESyNp3ph869AKENxqjoOx6wBS2fJ8640-z14SMO7UC3fEg?e=X3cmHj

Associate Journey Map (PDF):
https://chicosfas.sharepoint.com/:b:/s/CXTeam/EZLIs_wogUdNuNxgZoqu8WoBHFjCxA7wQjiVODKgP6hsxQ?e=jvVHmM9

UX High Level Functionality Overview Deck:

https://chicosfas.sharepoint.com/:p:/s/CXTeam/Eat-hL 2sAlApPwgdjHumUS8BXPIjXZyDwC EMjO8EsDtrw?e=0q2wBP
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https://chicosfas.sharepoint.com/:x:/s/CXTeam/Eei0UsaXNG9AoOxBy6G1h4ABqVjwsPaihsk6-TkostAjGA?e=G2LsYc
https://chicosfas.sharepoint.com/:b:/s/CXTeam/ESyNp3ph869AkENxqjo0x6wBS2fJ8640-z14SMO7UC3fEg?e=X3cmHj
https://chicosfas.sharepoint.com/:b:/s/CXTeam/EZLIs_wogUdNuNxgZoqu8WoBHFjCxA7wQjiVODKgP6hsxQ?e=jvVHm9
https://chicosfas.sharepoint.com/:p:/s/CXTeam/Eat-hL_2sAlApPwgdjHumU8BXPIjXZyDwC_EMj08EsDtrw?e=oq2wBP

FREE sT,

STANDARD SHIPPING ON $125 o Moge | PASSDOPTMEMBERSALWAVS ENJoy FREE SHIPPING

CI-"CD'S SKMIN pEGisTen ANDASTORE my v
NEWAQG!VALS CET THE Look CLoThing JEWELRY ACCESSO‘?‘ES cou ECYIONS PETHES SALE Q SEARCH & .
CBACK T SKIRTS .
SOLID FRONT-SL/T DREss
*ohkky
$109,00
S~
" HILLCREST pypyic “—

=

& suaprger *

StiisT 9
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 Prioritize Inventory Accuracy

* Choose the right assortment for store

pickup (Very few retailers offer every item
for store pickup)

* Market in-store pickup as the ideal solution
for time-starved, value-seeking customers

* Incentivize customers to add items to in-
store pickup orders

» Deliberately plan your pickup area design,
location, and flow

BOPIS CX/UX Discovery €

“Each time a customer is :
exposed to an improved

-

shopping experience, their
shopping expectations are ,'
reset to a new, higher level.”

- .
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BOPIS CX/UX Discovery €

Hom epage / G lObal Header gce)i)tc-lirr:pl?esrsn:e-l;?tragteif)n: Kohl’s & Home Depot

FEATURE ANN TAYLOR OLD NAVY JC Penney Kohl's Nordstrom Target WALMART Best Buy HOME DEPOT

Homepage/Global Header - Desktop

Ad for BOPIS N Y N Y Y Y Food Only Y Y
Auto-detect Location N Y N Y N Y Y Y Y
Auto- Selects nearest store N N N Y N Y Y Y Y
Find A Store N N Y N N Y Y N N
Homepage/ Global Header - Mobile

Ad for BOPIS N Y N Y Y Y Food Only Y Y
Auto-detect Location N Y N Y Y Y Y Y Y
Auto- Selects nearest store N N N Y N Y Y Y Y
Find A Store N N Y Y Y (bad) Y Y N N

Key Insights...

« Ad for BOPIS: 7/9 retailers have an ad for “Buy « Find a Store: 3/9 retailers have “Find a Store”
Online, Pickup in Store” on their homepage feature

* Auto-detect: 6/9 retailers use auto-detection
for location, while 5/9 automatically detect the
nearest store using IP address
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BOPIS CX/UX Discovery €

Homepage/Global Header Examples

Many retailers use a Block || Allow
geolocation API that

oo for

permission to track

the’r lOCGtIOﬂ. FREE shipping with $75 purchase. detal: FREE store pickup today TAKE AN EXTRA 30%, 20% or 15% off when you use a Kohl's Charge. details & exclusions

. . www.homedepot.com wants to X\ Store Finder Truck & Tool Rental For the Pro Gift Cards Credit Services Favorites Track Order Help
Ge0locatlon° & ¥ ' @ Know your location
L\\\ﬂ ‘ Help you find today? E My Account 8 Cart | 0items ./
mengs

All Depart ) deas Home Services Specials & Offers Local Ad

Other retailers are KKOHLS  Q Wt are you looking for today ® 9 @

. Account $0.00 Check Out
. . — 0| epartmen ore: Fol {141
displaying a default = SR Y d

store location to the
customer using their IP

o o o ()~
adaress O - @ =

@ Kohl’s Coupons e Help

You're shopping (open until 10pm):

Fort Myers North v Registries & Lists Weekly Ad REDcard @ restock Gift Cards Find Stores Orders © 0 v More
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BOPIS CX/UX Discovery €

Homepage BOPIS Ad Examples

So easy. So fast. So Target.

Discover all the ways to get your Target Run done.

Marketing BOPIS:

When reviewing U.S. websites, only ®sameday P ( \
38.5% of BOPIS-capable retailers promote delivery e I ‘ ® -
it. What a missed opportunity. Fekipense . | izsi | . /OQA*

order pickup free 2-day ship

¥
. 5\;..1

From fresh & frozen food to everyday essentials, get the Qrfree & easy pickup, order ahead and have it waitij On hundreds of thousands of items when you spend $35

store to your door today. for you at the store. or use your REDcard.

THE KOHL’S GIFT CARD

~ O Getitin 2 HOURS OR LESS when you ’
s buy online with free store pickup. details . It's always the perfect gift!

(" ) « 7

Onsite Alterations Hg 5 ) ( Gift Scouts

Buy Online & The Nordy Club
Pick Up in Store Aooly Now

i Learn More Learn More
Learn More ’ D, n/
o,

Credits: Order Dynamics 57




BOPIS CX/UX Discovery €

Order Pickup

. ‘ order pickup ‘ ¥

Order ahead & have it waiting
for you at the store.

ol

° "
o~ aflash?
. ONLINE.
- . P 3 8 PICKUP
: ; b IN-STORE.
It’s fun, fast, free!

It’s important to let customers know upfront they can come into

the store, bypass the lines and touch and feel the product o Lt .
;| oy a #13

before takin g it home. s ol it Shopping from a bubble bath >

shopping with children.

How it works...

It’s easy & FREE! Here’s how it works:

BUY ONLINE,
PICKUP IN-STORE option

Shop online Choose Same Look for our the Friends of Ann event Want a little something extra?” seuvecos v rocerme cone
Look for FREE Same Day Day Pi S

+ FREE Sa

Style delivered, seamlessly:

\)

Reserve and Pick Up at a Henry's Near You!

BUY ONLINE, ®
o % bo
N ‘ Done

Seriously, so easy.

Why Reserve Online? ()"
L It's Free & Easy nline process let: shipping .
s RESERVE ONLINE -
PICK UP IN-STORE Discover all the ways o get your Target un done. Leam more e uon gms g Woemems memeon mavems wavsow

2. Guaranteed Product Availability - No surprises at

Enjoy Immediately - Get the convenience of online shopping, without the wait

1. SHOP

2. PURCHASE

3. PICK UP
il

troducing Tide Eco-B PN |
ucing [ .co-Box . p
print- Moo N Y - @

How It Works
. L Step 1 READY TO TRY IT? endnatens Q
: B llm

‘Sponsored

we know you'll love...
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Grid/PLP

BOPIS CX/UX Discovery €

Best-in-class: Home Depot
Good Implementation: Kohl’s & Target

FEATURE ANN TAYLOR OLD NAVY JC Penney Kohl's Nordstrom | Target | WALMART |  BestBuy | HOME DEPOT

PLP Grid - Desktop

Filter by Store Pickup N \ Y Y Y Y Y Y Y
Filter by Same Day Pickup N N Y Y Y Y Food Only Y \
Filter by 1 Store N Y Y N Y N Y Y Y
Filter by Multiple Stores N N \% Y N N N N Y
Availability on Product Cards N N Y Y N Y Y Y Y
Can Change Store Y \ Y Y Y N Y Y Y
Auto-detect Location Y Y Y Y N Y Y Y Y
PLP Grid - Mobile

Filter by Store Pickup N Y Y Y Y Y Y Y Y
Filter by Same Day Pickup N N Y Y Y Y Food Only Y Y
Filter by 1 Store N Y Y Y Y Y Y Y Y
Filter by Multiple Stores N N Y N N N N N N
Availability on Product Cards N N Y Y N Y Y Y Y
Can Change Store Y \ Y Y Y N Y Y Y
Auto-detect Location Y Y Y Y N Y Y Y Y

Key Insights...

» Filter by Store: 8/9 retailers have a filter for “Buy

Online, Pickup in Store” at the category level

» Filter by One Store: 7/9 retailers allow filtering by
one store only

Filter by Multiple Stores: 3/9 retailers allow filtering
by multiple stores

Inventory Availability: 6/9 retailers have product

availability shown in the product card copy
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Grid/PLP Examples

FREE shipping with $75 purchase. getails FREE store pickup today TAKE AN EXTRA 30%, 20% or 15% off when you use a Kohl's Charge. details & exclusions

KOHLS QO

Account $0.00 Check Out
Shop by Department % My Store: Fort Myers @ Kohl's Coupons a Help

VIEW STYLE STORIES

- \ #KohlsFinds
1 GET INSPIRED

3 |

Store Finder

BOPIS CX/UX Discovery €

Get it Fast:

Buy Online, Pick up in Store at the category-level helps customers see
available products in a store more quickly. This requires visibility of
SKU-level inventory across locations.

(Not part of MVP release)

Truck & Tool Rental ~ ForthePro  Gift Cards  Credit Services  Favorites  Track Order  Help

Women's Casual Dresses

N
S

You're shopping

All Products Cape Coral

‘ What can we help you find today?

Cart | 0items o/

E My Account 8

Clothing € Dresses @ Casual @

PICKUP & SHIPPING -

Womens @

All Departments Home Decor & Furniture DIY Projects & Ideas

Women’s Casual Dresses

ﬁ | Home / Outdoors / Garden Center / GardenTools /
|

hip to Store (16)

[[] shin to Me c07) ] |

OCCASION - Shift Dresses Shir
Get It Fast
Clear
Casual (243 All Products (243) In Stock at Store (40)
[ Active Cape Coral and nearby stores v [T] compare
[ Bricesmaic SortBy: Featured v
ridesma Free 2-Day Delivery (26)
[ career
0 e Next-Day Delivery (48) t
aster Py

Top Filters

Department
< Outdoors

< Garden Center
{ Garden Tools

Shears & Pruning Tools

Fiskars 1.250 in. Cut Capacity Steel
Cutting Blade Steel 15 in. Saw,
Fiberglass and Alum Pole, 16 ft. Tree

Floral Scissors & Snips (85)

Grass Shears (9)

Home Services

Shears & Pruning Tools

Shop 377 results for Shears & Prunir

Fisk
Byp
Mod«

Specials & Offers

@ Categories - Deals . Trending .

You're shopping (open until 10pm}
Fort Myers North v

Local Ad

FREE IN-STORE PICKUP Over one million online items eligible >

Registries & Lists Weekly Ad REDcard © restock Gift Cards Find Stores Orders © 0 v More

Shift Dresses

Get it fast

Target / Women / Women's Clothing / Dresses / Shift Dresses (62)

Occasion v/ Sort by Featured

Pick up today at Fort Myers North edit

[ ] Free Order Pickup
Deliver to 33966 edit

[ ] Free 2-Day Shipping

Show all options

Filter results

~ Occasion

(] casual
:\ night out
|| dressy

|| wear to work

[ ] nursing

” Color

Women's Hooded Sweatshirt

Dress - Universal Thread™ Indigo
Universal Thread™

Women's Striped Velvet Strappy
Dress - Wild Fable™ Black
Wild Fable™

Women's Corduroy Jumper with
Belt - Universal Thread™ Olive
.
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Product Details Page

BOPIS CX/UX Discovery €

Best-in-class: Home Depot
Good Implementation: Target, Kohl’s & Best Buy

FEATURE ANN TAYLOR OLD NAVY | JC Penney Kohl's Nordstrom Target WALMART Best Buy HOME DEPOT

PDP - Desktop

Displays In-Store Numeral Quantity N N N N N Y N Y Y
Allow Same Day Pickup N Y \% Y N Y Food Only Y Y
View BOPIS Availability in More Stores N Y Y Y Y Y Y Y Y
Shows Aisle Number N N N N N Y N N Y
Locate In-store Inventory - Non BOPIS N N N Y N N N N/A N
PDP - Mobile

Displays In-Store Numeral Quantity N N N N N Y N Y Y
Allow Same Day Pickup N Y \% Y N Y Food Only Y Y
View BOPIS Availability in More Stores N Y Y Limited Quantity Y Y Y Y Y
Shows Aisle Number N N N N N Y N N Y
Locate In-store Inventory - Non BOPIS N N N Y N N N N/A N

Key Insights...

* Inventory Availability: 3/9 retailers show
availability at the SKU-level

* View in More Stores: 8/9 retailers allow user to
look for inventory in more than one store

 Locate in Store: 1/9 retailers have BOPIS and
“Locate in Store” on the PDP
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Product Details Page Exampl

CH

@ Categories © Deals . Trending -

You're shopping (open until 11pm):
Ft Myers v

Registries & Lists Weekly Ad REDcard @ restock Gift Cards Find Stores Orders O 1 v More

Target / Women / Women's Clothing / Pants $19.99
Women's Skinny Chino Pants - A New Day™ e e iy 303 |13 Guestons
Shop all A New Day™
== Color Tan
Y BOEE
Out of (.)u"u‘
1 o stock. stock
s Size 4
% DG
Le JLo Jle JL W] -
“ TR
£ 5l }
Quantity=| 1+

Get it by Tue, Feb 12 with free 2-day
shipping on $35 orders

This delivery date includes extra time for
the weekend.

Free order pickup
only 1 left

Get it today at Ft Myers ()

Qﬁeck other stores ‘
‘ )  Registry/List H )3( GiftNow" ‘

What's GiftNow"?

Q

About this item

Size charts Shipping & Returns Q&A (13) What's GiftNow?

Details

Fit & style

* Model wears size S/4 and is 5'9.5"

« High-waisted pants give a flattering fit
* Easy as can be to dress up or down

« Great paired with any type of top

Swap out your usual go-to jeans for these Skinny Chino Pants from A New Day™. These chino pants will instantly become a staple in your closet
thanks to a flattering high-waist fit that pairs perfectly with any top. They're easy to dress up or down, so you can confidently pair them with a
vintage tee or a button-down blouse to fit your day and mood.

Sizing: Women

BOPIS CX/UX Discovery €

€S

Target.com

Auto-detect and SKU-level inventory visibility
makes buying a BOPIS item clear and simple.

JPttaat Shipping to 33904 m
[Pt Get it by Tue, Feb 12 with free 2-day

shipping on $35 orders

This delivery date includes extra time for
the weekend.

Free order pickup m
only 1 left

Get it today at Ft Myers (?)

Check other stores ’
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BOPIS CX/UX Discovery €

Product Details Page Examples

KOHBS Q What are you looking for today? @ b °

.o
Account $116.58

Check Out
Y offer ends Februa"y 18 details OFF
PLUS
Get $10 Kohl's Cash o

to use February 15 through 24 details

*hkhk kA 46 227

92% of reviewers would re.

Size: 6 AVG/REG

6 AVG/REG v
Size Guide FIND YOUR TRUE FIT

Color: Delusional

BEEFE«™ NHEX
XX
@ FREE Store Pickup Tocay

Madison West 2.3 mi
check other stores

(O shiptome
< P > Free w/ $75 purchase

mmend this to a friend

View Larger

People Who Viewed This Also Viewed

Quantity
-1 + Add to Cart
sale $59.99 sale $44.99
Regular $88.00 Original $60.00
Women's' Rock & Women's Rock &
Republic® Fever Midris... Republic® Fever Pull-O... . N
Add To List Find In Store
* % ko dr2n * & Kk Kk k) lml

!’x‘ -7

7
s

7

-
-
-
-

Kohls.com

Auto-detect offers store availability for BOPIS
fulfillment, but does not give item-level
inventory visibility.

FREE Store Pickup Today
Madison West 2.3 mi
check other stores

®

Ship to Me

Free w/ $75 purchase

O
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BOPIS CX/UX Discovery C>>:

C t/ Sh 1 B Best-in-class: Home Depot
ar Op p ’ n g ag Good Implementation: Target, Kohl’s & Best Buy

FEATURE ANN TAYLOR OLD NAVY JC Penney Kohl's Nordstrom Target WALMART Best Buy HOME DEPOT

Cart - Desktop

Can Select Different Store for Different Items Y N N Y Y Y N Y Y
Can Change Store for All ltems N N N N N Y N Y Y
Allows Mixed Cart (Items to Different Delivery Options) Y Y Y Y Y Y N Y Y
(Mixed Cart) Shows estimated Date of Arrival for each Shipping Item Y N Y Y N Y Y Y Y
(Mixed Cart) Shows cost of each shipping option (without clicking) N N N N N N N N Y
Estimated Shipping & Handling N Y Y Y Y Y Y Y Y
Cart - Mobile

Can Select Different Store for Different Items \ N N Y Y Y N Y N
Can Change Store for All Items N N N N N Y N Y Y
Allows Mixed Cart (Items to Different Delivery Options) Y Y Y Y Y Y N Y Y
(Mixed Cart) Shows estimated Date of Arrival for each Shipping Item Y N Y Y N Y N Y Y
(Mixed Cart) Shows cost of each shipping option (without clicking) N N N N N N N Y
Estimated Shipping & Handling N Y Y Y Y Y Y Y Y

Key Insights...
*  Multi-store Pickup: 6/9 retailers allow user to * Pickup and Shipping: 8/9 retailers allow mixed
select multiple stores for pickup order fulfillment in the cart

» Single Store Pickup: 3/9 retailers restrict to
one store location and changes availability if

store location is changed ‘o



Cart/Shopping Bag Exampl

Your delivery/pickup choices ~

Your cart (3 items)

My order includes a gift. Learn more

E " Order pickup

™

1 item at Ft Myers
1 item at Cape Coral

®»  Shipping

1 item shipping

3 Women's Floral Print Long Sleeve Crepe Shirt Dress $27.99
a A New Day™ Black S @ Standard shipping Options
s Get it from Thu, Feb 14 - Tue, Feb 19
pil! Only 2 left
‘ Qty 1 ~ ‘ ‘ Save for later - .
_) Ship to store
Get it from Fri, Feb 15 - Sat, Feb 16
at Ft Myers Change
Women's Skinny Chino Pants - A New Day™ Black 6 $19.99
® Black | 6 _) 2-day shipping
- Get it by Tue, Feb 12
‘ aty 1~ ‘ ‘ Save for later This delivery date includes extra time for the
— weekend
@ Order pickup
Get it today at Ft Myers (?) Change
] Women's Skinny Chino Pants - A New Day™ Tan 6 $19.99

DTan|6

‘ Qty1 v ‘ ‘ Save for later

_) 2-day shipping Options
Get it by Wed, Feb 13
This delivery date includes extra time for the
weekend.

© Order pickup
Get it today at Cape Coral @ Change

My order includes a gift. Learn more

Order summary

Promo code ‘ ‘ Apply ‘
Subtotal (3 items) $67.97
Delivery Free
Estimated tax $4.42

Delivery & tax for 33904

Total $72.39

I'm ready to check out

Cart number: 1050596679543

REDcard”

5% off* every day

open a REDcard & save every
day plus free shipping on most
items @Target.com

BOPIS CX/UX Discovery €

€S

Target.com

» SKU-level inventory visibility within the shopping bag
(Only 2 items left)
Clear Item-level view of delivery/pickup choices

» Allows pickup from multiple stores

o

1 Added to cart for free order pickup at Ft Myers

i Edit delivery method in cart

$19.99

Continue shopping

View cart & checkout ‘

More to consider

[} )

$28.00 $14.00 $12.49 - $24.99
Women's Twill Cargo P... Women's Camo Print H... Women's Skinny High ... Women'
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BOPIS CX/UX Discovery €N

Cart/Shopping Bag Examples

To See Inventory
Choose A Store

Home Decor & Furniture

Store Finder  Truck & Tool Rental

‘ What can we help you find today?

Home Services

All Departments DIY Projects & Ideas Specials & Offers Local Ad

FREE IN-STORE PICKUP ove

Pay $75 per Month* When You Use Your Card

$75 per month* suggested payments with 6 months financing on this $449.00 purchase when
you use The Home Depot Consumer Credit Card. View Details

Don't have a card?

e items eligible >

Shopping Cart

FREE Shipping on eligible items. See Details

/> Share Your Cart

Item How To Get It Qty Item Total
Glacier - $299.00
s
Bay Woodbrook... @
In-Store Pick Up Ship to Home Express Delivery
Model #WB30P2- §in stock at Starting at $8.99
Cape Coral, FL for delivery $299.00/Item
33914 | Change
FREE
Save for Later | Remove
Home Decorators = $61.00
=A
Collection 26 in.... @
In-Store Pick Up Ship to Home Express Delivery
Model #81169 Estimated Arrival: Starting at $8.99
Mar. 06 for delivery $61.00/Item
FREE FREE
Save for Later | Remove
> Pfister Ladera 8 © EY $89.00
£ in. Widespread 2...
In-Store Pick Up Express Delivery
A Model #LF-049- 15 in stock at Starting at $8.99
AR LRGS Fort Myers, FL for delivery $89.00/Item
: $99:004tem

33905 | Change
FREE

Save 10%

Save for Later | Remove

Forthe Pro  Gift Cards

Welcome 8

Credit Services  Favorites  Track Order

Cart | 3items 7

Your Order

Subtotal $449.00
Discount -$7.74
Estimated Shipping* $7.74
Pick Up In Store FREE

Sales Tax (determined in later step) —

Total $449%
You Saved $10.00
v Free Shipping on Most Orders | Applied

See Details

Have a promo code?

* Shipping and delivery charges are calculated at the lowest rate available.
Other methods will be viewable on the next page.

—or—

cneckout it PeyyPal

UP TO $100 OFF
YOUR FIRST PURCHASE

Save $100 on a purchase of $1000 or more when you open
a new The Home Depot Consumer Credit Card account.
Valid 1/31-7/31/2019.

Apply Now

Need Help?

See ouronline FAQs or phone us:

Online Customer Support:1-800-430-3376
Major Appliances:1-877-946-9843

~

e onA ~Eo aaan

Help

&) Live Chat

(@ Feedback

HomeDepot.com

» SKU-level inventory visibility within the shopping bag
(5 items in stock)

* Clear Item-level view of delivery/pickup choices

» Does NOT show delivery/pickup choice in persistent
cart

¥ 1 Item Added to Cart

Continue Shopping %

View Cart (4)

Cart Total: $538%

Taxes are calculated during checkout

Save 10%

$89.00 each —or—

$89.00
checkoutwitn Py Pal

Pfister Ladera 8 in. Widespread 2-Handle
Bathroom Faucet in Spot Defense Brushed Nickel

aty: 1

Suggested Items with Your Purchase...

1/2in. x 260 in. GE GE Silicone 2+ Everbilt 1-1/2 in. x BrassCr
PTFE Thread Seal Kitchen & Bath 6in. Polypropylene FIP x 1/2
Tape Sealant A Slip-Joint 20in. Br
%k Kk Fook (25) e dkok Kok (173) L Kk dkok (7) Kk k

>
ssanleach s657/63077 s297/each 36“ Tea

Add
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BOPIS CX/UX Discovery C>>.

Ch k t Best-in-class: Walmart, Target
eC OU Good Implementation: Home Depot, Best Buy

FEATURE ANN TAYLOR OLD NAVY JC Penney Kohl's Nordstrom | Target | WALMART Best Buy | HOME DEPOT |
Checkout - Desktop
Can Select Different Store for Different Items Y N N \ Y Y Y Y N
Can Change Store for All Items N N N \ N Y Y Y N
Allows Mixed Cart (Iltems to Different Delivery Options) Y Y Y N Y Y Y Y Y
(Mixed Cart) Shows estimated Date of Arrival for each Shipping Item Y N N Y N Y Y Y Y
(Mixed Cart) Shows cost of each shipping option (without clicking) Y N N N N N Y N Y
Can Select Alternative Pickup Person Y N Y Y N Y Y Y Y
Can Select Text Updates Y N Y Y N Y Y Y Y
Allows Customer to ROPIS/Pay Later / Pay In-store N N N Y N N N N N
Promise to Deliver in XXX (Est. Time for Pickup Today) Y N 4 Hrs N 2 Hrs 2 Hrs 4 Hrs 1 Hour 2 Hrs
Gift Options Available Ship to home only | Y (gift message/receipt) N Y Y Y N N N
Checkout - Mobile
Can Select Different Store for Different Items Y N N Y \ Y Y Y N
Can Change Store for All ltems N N N Y N Y Y Y N
Allows Mixed Cart (Items to Different Delivery Options) Y Y Y N \ Y Y Y Y
(Mixed Cart) Shows estimated Date of Arrival for each Shipping Item Y N N Y N Y Y Y Y
(Mixed Cart) Shows cost of each shipping option (without clicking) Y N N N N N Y N N
Can Select Alternative Pickup Person Y N Y Y N Y Y Y Y
Can Select Text Updates Y N Y Y N Y Y Y Y
Allows Customer to ROPIS/Pay Later / Pay In-store N N N N N N N N N
Promise to Deliver in XXX (Est. Time for Pickup Today) Y (Today) N N Y (Today) 2 Hrs 2 Hrs 4 Hrs 1 Hour 2 Hrs
Gift Options Available Ship to home only | Y (gift message/receipt) N Y Y Y N N N
Key Insights...
. Text Updates: 7/9 retailers allow user ~ * Alternate Person: 7/9 retailers allow « Pickup Time: 4/9 retailers have
to select texting for status updates another person to pickup the order pickup times at 2 hours or less



Checkout (3 items)

1 of 6 | Delivery method

A
Women's Floral Print Long Sleeve Crepe @ Standard shipping Options $27.99
i Shirt Dress - A New Day™ Black S Get it from Thu, Feb 14 - Tue, Feb 19
Only 2 left
- s|Qty1
(_) Ship to store
Get it from Fri, Feb 15 - Sat, Feb 16
at Ft Myers Change
Women's Skinny Chino Pants - A New Day™ () 2-day shipping $19.99
Black 6 Get it by Tue, Feb 12
This delivery date includes extra time for the
® Black | 6 | Qty 1 weekend.
@ Order pickup
Get it today at Ft Myers (?) Change
f\ ! Women's Skinny Chino Pants - A New Day™ (7) 2-day shipping Options $19.99
" Tan 6 Get it by Wed, Feb 13
! . This delivery date includes extra time for the
@ Tan|6|Qty 1 weekend.

(@ Order pickup
Get it today at Cape Coral (3) Change

Save and continue

2 of 6 | Shipping address

3 of 6 | Order pickup info

4 of 6 | Gift options

5 of 6 | Payment

6 of 6 | Review

Target.com

BOPIS CX/UX Discovery €

» SKU-level inventory visibility within checkout (Only 2

Checkout Examples tems Left)

» Text message notifications available
» Alternative pick up person

back to cart P

2 of 6 | Shipping address

Order summary

‘ Apply ‘ My order includes a gift. Learn more

Subtotal (3 items) $67.97 @ Kaylene Orsland
) 256 SE 46th St
Delivery Free Cape Coral, FL, 33904-8431
Estimated tax $4.42 ‘ d
edit

Delivery & tax for 33904

Total $72.39 + Add a new address

Cart number: 1050596679543

3 of 6 | Order pickup info

We will send you an email when your order is ready (within 2 hours for orders placed by 7pm local time).

E Bring a valid government ID such as driver's license or passport.

Pickup person

Full name
’7kaylene Orsland

Get texted too (optional) N

Your phone number
’7608411—1111 |

Email: kaylene.orsland@gmail.com

8y providing your mobile number above, you agree to receive autodialed text
messages from Target. Up to two messages per request (one "ready for pick up
message and, if necessary, one reminder message)

Message and data rates may apply. )

Add an alternate pickup person (optional) D
Full name ‘ Email

S
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Checkout Extras

We will text you when your order is ready for pick up or for other notifications related to your
number of messages will vary depending on order status and number of orders

for purchase. Messages may be sent using automatic dialing system

cancel. Message and data rates apply. Terme and Conditions Privacy Pollcy

axt notice not

Reply HELP for help, STOP to

Y

Y

)

TN
)
-,

o

6Tell us how else we can help when you arrive @\

) | want to try on my purchase and possibly shop for more pieces.

Please have my items ready to go, but | would like to connect

" with a stylist.

I'm in a hurry. Please have my items ready to go.

J

AnnTaylor.com

» Post-purchase services offered

BOPIS CX/UX Discovery €

MAPS Opportunity

By asking online customers to if they would like to simply
pickup their purchase, try on their purchase, or have
additional style services provided during pickup allows
store associates to prepare accordingly, and gives the
customer exactly what they want.

This also opens the door for additional sales opportunities
and extends the relationship between the stylist and the
customer.
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BOPIS CX/UX Discovery €

Best-in-class: Kohl’s, Target
Good Implementation: Home Depot, Best Buy

Location Finder

FEATURE ANN TAYLOR OLD NAVY JC Penney Kohl's Nordstrom Target | WALMART Best Buy HOME DEPOT |

Location Finder - Desktop

Can Find Store by Zip Code Y Y Y Y Y Y Y Y Y
Can Find Store by City, State Y N Y Y N Y Y Y Y
Can Find By Current Location Y \ Y Y N Y N Y N
Sort Stores by Availability Y N Y Y N Y N N '
Sort Stores by Distance Y N N N N N N N Y
Can Select the Distance Range 25 - 150 Miles N 10 - 50+ Miles N N N N N N
Can See Stores on Map N N Y Y N N N Y Y
Saves Your Default Location Y Y Y Y Y Y \ Y Y
Location Finder - Mobile

Can Find Store by Zip Code Y \ Y Y \ Y Y Y Y
Can Find Store by City, State Y N N Y N Y Y Y Y
Can Use Current Location Y Y Y Y N Y N Y N
Sort Stores by Availability Y N Y Y N Y N N Y
Sort Stores by Distance Y N N N N N N N Y
Can Select the Distance Range 25 - 150 Miles N 10 - 50+ Miles N N N N N N
Can See Stores on Map N N Y Y N N N Y N
Saves Your Default Location Y Y Y Y Y Y Y Y Y

Key Insights...
. Zip, City, State: 7/9 retailers allow « Availability: 5/9 retailers allow user to ¢ Distance Rage: 2/9 retailers
user to type in a city as well as ZIP filter by stores with availability allow user to set distance range
code
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BOPIS CX/UX Discovery €

Location Finder Examples

Find in Store X < Women's Skinny Chino Pants - A New Day™ x
- Glacier Bay Woodbrook 30 in. W x 19 in. D Bath Vanity in White Washed Oak with Cultured

Women’'s Rock & Republic® Fever Denim Rx™ Midrise Pull-On Jean Leggings Marble Vanity Top in White with White Sink

SKU: 61586636 Choose a store
Color: Delusional, Size: 6 AVG/REG
Sale $59.99 - Regular $88.00

Q use my current location 14 ZIP, City & State or Store #
stores near 33905
. ity stat ‘ carry this item 33905
ZIp or city, state
‘ 53719 ’ Q ‘ p or city ( \
- Pick Up Date Distance Number In Stock List Map
7 stores within 50 miles of Madison Find stores ° ©) o o ©)
Only show stores with availability D Only show stores with availability today ‘./ Only <h i stock st Ship to store Your Store Ft Myers East # Store Hours
R Y SHOW i $100K STones Qty Pick Up: MAR 15 — APR 020.00 miles away 3402 Forum Blvd, Fort Myers, FL 33905 | 239-278-5201
Stores Current Availability 3
st is reshe very ninutes i - ra - - -
Hist e refreched everny 10 ming Map Satellite La Ft Myers Pick up in storeToday. 7.24 miles away Ft Myers #276 Store Hours
Qty 3 IN STOCK 14655 S Tamiami Trail, Fort Myers, FL 33912 | 239-437-6333

Madison West

7401 West Towne Way v Limited Availability Today ity (0] Get it today with free order pickup Pick up in storeToday. ~ 12.03 miles away S Cape Coral #6975 Store Hours

Madison, Wi 53719 Y DeForest a Qy | 1 5N STOCK 2508 Skyline Bivd, Cape Coral, FL 33914 | 239-242-8093

16088339293 Select this Store G2 ‘ Store info ‘ only 1 left

2.3 mi - Directions RlauIses n Prairie Pick up in storeToday. 27.75 miles away Naples #280 Store Hours

Madison East ty 41N STOCK 2251 Pine Ridge Rd, Naples, FL 34109 | 239-597-1515

2602 E Springs Dr v Limited Availability Today ) , _ Fort Myers North Set as my store

Madison, W1 53704 Madison ¢

16082463022 Select this Store eld . 1 TOTAL ITEM(S)

11.9 mi - Directions Ve'd-Mt Horeb Fitchburg {57 D Get it today with free order pickup Add To Ca

lh-r Store inf Pick up h only 1 left
Stoughton L ore infe Gl Y Inventory is accurate as of March 03, 2019 10:23:10 PM EST. We do our best to update store pricing and inventory amounts as they change. However, there
may be slight difference in store pricing or inventory compared to what is listed online.

Belleville

hardville New Glarus + Lee County Set as my store
Evansi

-—

Get it today with free order pickup

‘ Store info ‘ only 3 left

Woogle @
00JIl€  \ap data ©2019 Google  Terms of Use

HomeDepot.com

Promotional offers available online at Kohls.com may vary from those offered in Kohl's stores.

Kohls.com Target.com
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Customer Communication

Best-in-class: Target
Good Implementation: Kohl’s, Hollister

BOPIS CX/UX Discovery C>>.

’ FEATURE Target WALMART Best Buy HOME DEPOT
Shows "Don't go to store yet" Y Y Y Y

Shows estimated time when order will be ready for pickup N N N N

Shows location to go to in store for pickup Y Y Y Y

Gives instructions for picking it up (bring ID, etc..) Y Y Y Y

Time between confirmation and ready for pickup emails 1Hr 4 Days | 1.5 Hrs | 2.5 Hrs |
Sends confirmation email when order has been picked up Y Y Y Y

Text confirmation when order is ready for pickup Y Y Y Y

Your order has been received

Your order has been processed (wait email)
Your order is ready for pickup

Your order is ready for pickup reminder
Your item has been picked up

Thank you for shopping (incentives, survey)

What We Discovered...

« Time to pickup: 4/4 retailers offer *
pickup within 3 hours

Y, includes wait

Y, includes wait

Y, includes wait

Y, includes wait

N N N N
Y Y Y Y
N Y N N
N N N N

Pickup email: 4/4 retailers send order
confirmation & pickup ready emails

Pickup confirmation: 1/4
retailers send email that order
has been picked up

72



BOPIS CX/UX Discovery €

Customer Communication - Order Confirmation

L
HOLLISTER

CALIFORNIA

4 )

Your Pick Up in Store order is processing!

DON'T GO TO THE
STORE JUST YET!

We will email you again when your items
are available to collect.

N\ /

ABOUT YOUR PICK UP IN STORE ORDER

Name on Order: Order Number:
Joleen Tillapaugh 20251141097
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Customer Communication - Ready for Pickup

00000 AT&T = 6:06 PM

< Primary a
Your order is ready for pickup!

Kohl's
tome
2 days ago Details

KOHLS

FOR THE HOME WOMEN MEN KiDS

Your Order's Ready to Pick Up!

Time to head to Kohl's, Tim.
Order #4257444705 is ready for pickup.

MY ACCOUNT | CUSTOMER SERVICE

7 99% B4
[ | 4 What do | bring?

« A government-issued photo ID

= This email with the phone # and
barcode below.

Order #: 1163260456
Order date: 11/29/2015

I

A213011268001

View this email in a browser

BABY CLEARANCE

Stop by the Customer Service Desk at the Fairfield Kohl's by December 06, 2015."

BRING THESE

=E

Avalid This email
photo ID (printed or on your
mobile device)

LOOK FOR THIS

INSTORE

Reserved parking +
In-store signs

Fairfield - Pickup Order Summary

Order Status. Pickup Details
Ready! Pick up at the 4 items for Tim Parry
Customer Service Desk by tparrymem@gmail.com
December 086, 2015. (203) 260-3405

Store Location
TUNXIS HILL CENTER
290 TUNXIS HILL RD
FAIRFIELD, CT 06825
See Store Hours

- Men Your Price: $4.50

Two Sox Light It Up Crew Socks
Color: BLACK, Size: ONESIZE, Qty: 1
SKU # 99425125

your order is ready!

ﬁhere do | go? \

Pick-Up Area

Jewelry in Jewelry dept. on 2nd
floor; all other items in Juniors
dept. on 2nd floor.

Pick-Up Store

Macy's Trumbull

5065 Main Street
Trumbull, CT 06611-4204
view map

Store Hours
today: 10AM - 8PM

Qmormw: 10AM - 9PM )

!l Verizon LTE 8:31 AM v 58% = )
& target.com ©
Target
X Target View

* ok ok ok ok

GET — On the App Store

© v CENEE >

My store (open until 10pm):

Cape Coral v Orders

V(g

{ Back

Order details 18 UL £
#1050576904077

1 pickup

ordered at 2:19pm

on Feb 25, 2019

cost breakdown v

$45.26 total

scan for in-store pickup

it |

‘ Reorder all items again ‘

< M M !

BOPIS CX/UX Discovery €
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BOPIS CX/UX Discovery €

Customer Communication - Picked Up

Wi Verizon T 10:11 AM < 58% = )

@ Order # 1050576904077

2

Your order was
picked up on Wed,
Feb 27 at Cape Coral

Total Paid $45.26

 wEwes |

\ ~ Reply
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BOPIS CX/UX Discovery €

Customer Communication - Delayed/Cancelled

Text Message
Today 9:07 AM

Macy's Purchase Alerts:
Thanks for your order!
We'll text you when it's

Important update to your Apple pickup ready to pick-up. Up to

order 3 msgs/order.
Msg&DataRatesMayApp
R ly. Txt HELP=help Txt

STOP=End.

ﬂnk you for your recent order with the Apple Store. We know you're excited to pih

up your new product.
rE p / Today 1:27 PM \

Unfortunately, due to some last minute logistical issues, your order will not be ready

for pickup during your check-in time. Macyls purchase Alerts.
As soon as your order is ready for pickup, we'll let you know via email. Sorry we can't fUlfI”

[}
We apologize for the delay in getting your new product into your hands. We're Ord er # 1269309700 at

working quickly to resolve this issue.

Macy's Twelve Oaks.

Q’e J \Details: J
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BOPIS - The emotional connection

Walmart.com HomeDepot.com Kohls.com

Walmart.appeals to the thrifty shopper by displaying the To create an emotional connection between When weather prevented a order from
cost-savings of BOPIS on the shopping cart the customer and the associate, Home Depot meeting the promised deadline, a mea

adds a “packed by” slip to every order. This is culpa was made and a gift card offered.
a great way to build an ongoing relationship.

a KOHLS

N . . H . Subtotal (1item) $2999 . .
You just added T item (Litem in total) Your Online Order Was Selected With PRIDE

Est. taxes & fees $1.87 I'hank you for choosing Kohls.com for your holiday shopping,. I know you
Cosco Light n Comfy 35 Infant Seat (Based on 76244) By: have a lot of options and | truly appreciate your business
Base, Black i Dear ( Mr. Mrs. Hand Written Last Name) We are committed to providing exceptional customer service every day,
Actual Color: Black Est. total Thank you for your On Line Order. Your time is valuable, our On Line options are a great way to combine which is why it is so difficult for me to send this email

technology and convenience. We appreciate your business and hope we have met your expectations. Thank :

Sold by Walmart.com ot borveais husinessl i

With shipping ($5.99) $37.85 Y Y ' Sincerel Lapologize for not delivering vour purchase within the time period we
Qty 1 Siore MZ/nager Nameand Buad communicated. While there were factors beyond our control, like weather, T

With pickup $30.71 take full responsibility and we are in the process of expediting orders to
$29.99 Save $1.09 ensure timely delivery before Christmas.
Shipping +5, hippi

ave on shipping I'hough we cannot take away the frustration you are experiencing, we

$28.90 would like to give you this $25 gift for the inconvenience this has caused

Pickup ( View Bag )

Protect your product with a care plan

S0 m— $35

Ihank you again for being a valued customer.

Sincerely,

e

Kevin Mansell

E @ o ‘\ ] j Continue Shopping Chairman, President and CEO
7~ > =3 A k A M

Add $5.01 for free shipping.
Customers also bought these products 3501 for free shipping

Free pickup available. L ey
Learn more ‘iyj
¥ More saving. More doing:
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In-Store

Best-in-class: Kohl’s, Target

BOPIS CX/UX Discovery €

Good Implementation: Home Depot, Best Buy

‘ FEATURE Target WALMART Best Buy HOME DEPOT
Shows "Don't go to store yet" Y Y Y Y

Shows estimated time when order will be ready for pickup N N N N

Shows location to go to in store for pickup Y Y Y Y

Gives instructions for picking it up (bring ID, etc..) Y Y Y Y

Time between confirmation and ready for pickup emails 1Hr 4 Days | 1.5 Hrs | 2.5 Hrs
Sends confirmation email when order has been picked up Y Y Y Y

Text confirmation when order is ready for pickup Y Y Y Y

Your order has been received

Your order has been processed (wait email)
Your order is ready for pickup

Your order is ready for pickup reminder
Your item has been picked up

Thank you for shopping (incentives, survey)

What We Discovered...

« Zip, City, State: 7/9 retailers allow
user to type in a city as well as ZIP
code

Y, includes wait

Y, includes wait

Y, includes wait

Y, includes wait

N N N N
Y Y Y Y
N Y N N
N N N N

« Availability: 5/9 retailers allow user to
filter by stores with availability

Distance Rage: 2/9 retailers
allow user to set distance range
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In-Store - Pickup Center

How €an we help?

Lowest Price

Al
REDcard mstions?

BOPIS CX/UX Discovery

CxX
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In-Store - Signage

PICKING UP
AN ORDER?

IT'S WAITING

FOR YOU AT

CUSTOMER
SERVICE

BOPIS CX/UX Discovery

Reserved for
BestBuy.com
In-store Pickup

Reservado para
retirar compras
realizadas en
BestBuy.com

CxX
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In-Store - Packaging

. | ' - 490 1,000 190
N e Y & e

o growing ey dat. B
L MOMES - r :

Tbe permitted to purchase

y‘ ey
rder P (

‘S up 4t your near
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BOPIS - The emotional connection

Walmart.com HomeDepot.com Kohls.com

Walmart.appeals to the thrifty shopper by displaying the To create an emotional connection between When weather prevented a order from
cost-savings of BOPIS on the shopping cart the customer and the associate, Home Depot meeting the promised deadline, a mea

adds a “packed by” slip to every order. This is culpa was made and a gift card offered.
a great way to build an ongoing relationship.

a KOHLS

N . . H . Subtotal (1item) $2999 . .
You just added T item (Litem in total) Your Online Order Was Selected With PRIDE

Est. taxes & fees $1.87 I'hank you for choosing Kohls.com for your holiday shopping,. I know you
Cosco Light n Comfy 35 Infant Seat (Based on 76244) By: have a lot of options and | truly appreciate your business
Base, Black i Dear ( Mr. Mrs. Hand Written Last Name) We are committed to providing exceptional customer service every day,
Actual Color: Black Est. total Thank you for your On Line Order. Your time is valuable, our On Line options are a great way to combine which is why it is so difficult for me to send this email

technology and convenience. We appreciate your business and hope we have met your expectations. Thank :

Sold by Walmart.com ot borveais husinessl i

With shipping ($5.99) $37.85 Y Y ' Sincerel Lapologize for not delivering vour purchase within the time period we
Qty 1 Siore MZ/nager Nameand Buad communicated. While there were factors beyond our control, like weather, T

With pickup $30.71 take full responsibility and we are in the process of expediting orders to
$29.99 Save $1.09 ensure timely delivery before Christmas.
Shipping +5, hippi

ave on shipping I'hough we cannot take away the frustration you are experiencing, we

$28.90 would like to give you this $25 gift for the inconvenience this has caused

Pickup ( View Bag )

Protect your product with a care plan

S0 m— $35

Ihank you again for being a valued customer.

Sincerely,

e

Kevin Mansell

E @ o ‘\ ] j Continue Shopping Chairman, President and CEO
7~ > =3 A k A M

Add $5.01 for free shipping.
Customers also bought these products 3501 for free shipping

Free pickup available. L ey
Learn more ‘iyj
¥ More saving. More doing:
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THE DEEP DIVE

Customer Preference Testing



BOPIS CX/UX Discovery €

Test Objective

Test Goal:

The first goal of this test is to determine which BOPIS version the user prefers. The second goal is
to see if the user is familiar with Buy Online, Pickup in Store and how valuable it was to her.

Hypothesis:

» Customer will like one solution more than the other based on ease of use
» Customer will like one solution more than the other based on past experiences
» Customer will find BOPIS a factor on her decision to buy a product

Test Type: Preference Testing

Test Category: Design Validation & Navigation/Findability

Desired Insight: Brand desire is for her to prefer the Michael Kors search tool that does not cover top level (L1) navigation.
To Inform Decision: The test should inform of any impact to customers search experience on desktop and tablet.

With Potential Impact: Re-platform project
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Test Overview

Total Participants: 44

Tests Types (Devices)

o Desktop - 30 Participants

©)

Mobile - 14 Participants

Avg. Time Spent: 10+ min

Demographic: Female

©)

©)

©)

©)

Age: 35+

United States, Canada
Household income: 40K+
Any Web Experience

Any Social Network Usage

BOPIS CX/UX Discovery €N

Requirements (Screener Questions):

1.

2.

When was the last time you shopped online?
» Last 30 days, Last 60 days, Less than 6 months [Accept]

* More than 6 months, | don’t shop online, None of the above [Reject]

| have shopped at the following:

» Chico’s, Soma, White House Black Market [Must Select]
« Ann Taylor, JJill, Talbot’s [May Select]
* | don’t shop at any of these stores. [Reject]
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The Test

We told our customers: Imagine you have a charity event to
attend tomorrow and you need to buy a new dress for it. Knowing
you don't have much time to find something on such short notice,
you go online to see if you can find a dress that is available for
pickup in a nearby store.

We sent our customers to Michael Kors and Ann Taylor.
In the next few slides we will address the following
questions with users answers...

1.

How difficult (1) or easy (5) was it to use the "Buy Online,
Pickup in Store” experience? Explain your answer. [5-point
Rating Scale: Very difficult to Very easy]

What, if anything, **did you like** about the "Buy Online,
Pickup in Store" experience? Please explain. [Verbal Response]

What, if anything, **did you dislike** about the "Buy Online,
Pickup in Store" experience? Please explain. [Verbal Response]

If you could change anything about the "Buy Online, Pickup in
Store” experience, what would you change? Please explain.
[Verbal Response]

BOPIS CX/UX Discovery €

Post-Test Written Questions

1.

Which "Buy Online, Pickup in Store" experience was easier
to use? Explain your answer. [Multiple Choice: Michael Kors,
Ann Taylor, Both are equal]

Which "Buy Online, Pickup in Store" experience gave you
more confidence that you would find a product to pick up
in-store on the same day? Explain your answer. [Multiple
Choice: Michael Kors, Ann Taylor, Both are equal]

Have you ever used "Buy Online, Pickup in Store" as an
alternative to ship to home or ship to store? If so, which
stores have you used? Please explain your experience.
[Verbal Response]

How important is same day in-store pickup to you when
shopping online? [5-point Rating Scale: Not very important
to Very important]

How likely would a "Buy Online, Pickup in Store" option
influence your decision to buy an item? [5-point Rating
Scale: Not at all likely to Very likely]
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https://www.michaelkors.com/floral-appliqu%C3%A9-lace-dress/_/R-US_MS98Z1XB0Z?color=0630
https://www.anntaylor.com/seasonless-stretch-sleeveless-sheath-dress/476478?skuId=25599350&defaultColor=0352&catid=cata000013

BOPIS CX/UX Discovery €

Which "Buy Online, Pickup in Store" experience did you prefer?

Key Insights

The overall BOPIS preference by brand was
close, but leaned toward Ann Taylor as the
preferred experience.

Mobile users rated Ann Taylor as the overall
better experience, while desktop users
leaned slightly toward Michael Kors.

m Ann Taylor m Michael Kors m Equal
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Which "Buy Online, Pickup in Store" experience was easier to use?

Key Insights

Mobile users overwhelmingly selected Ann
Taylor as the experience that was easiest to
use.

Desktop users found the brands were closer
in experience, but with Ann Taylor slightly
ahead.

We found a strong correlation between ease
of use and overall satisfaction with mobile
users.

Desktop Mobile Combined

" Michael Kors = Ann Taylor B They are Both Equal
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How important is same day in-store pickup to you when shopping?

Key Insights

92% of Mobile users stated that BOPIS would
is important to them.

67% of stated that BOPIS would is important
to them.

EnN

m Likely m Unlikely = Neutral
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How likely would a "Buy Online, Pickup in Store" option influence your decision to buy an item?

Key Insights

92% of Mobile users stated that BOPIS would
influence their decision to buy.

83% of Desktop users stated that BOPIS
would influence their decision to buy.

m Likely = Unlikely = Neutral
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Have you ever used "Buy Online, Pickup in Store" as an alternative to ship to home or ship to
store? And if so, with which retailers?

Target .
Key Insights
Walmart
, 86% of all customers tested have used “buy
Macy’s online, pickup in store”.
Kohls 30% of all customers tested have used
Best Buy Target for “buy online, pickup in store”.
Old Navy
Dillard’s While the desire may be to align the BOPIS
experience to other fashion retailers, her
JCPenney expectations are being framed by her
experiences across the retail spectrum,
Nordstrom including big box stores.
Never Used

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% o



Things | LIKE...

Pick up as early as today which I’'m assuming
that it would say something different if it
wasn't ready... it's nice when we are in the
last minute

| wanted to pick up in store | was able to
type in my zip code and then it gave me the
closest store to me that had the product
available

This is pretty easy it showed me all the
different locations that were available by my
Denver Colorado. And It could show me which
ones had the dress quite easily so that was
great. | really like it!

Credits: UserTesting.com Preference Test

What do you think of Ann Taylor?

OO

BOPIS CX/UX Discovery €N

Things | DISLIKE...

It would have been nice to know if it was
available first before | put it into my shopping
bag.

When you're in on the first landing page with
the actual product, it is not clear where you
can do the pick up the store... you have to
actually add item to your cart and be checking

| think it would be much more beneficial to put
in your location first before you start shopping
in that way would only show you items that
were available in your search range versus
finding something you | can be disappointed
that you can't find it.
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What do you think of Michael Kors?

Things | LIKE...

| really like the option to do pick up in store
right from the item page itself... that's really
what I'm looking for.

The only thing that would change is that the
radio button to pick up in the store is bigger
and | can see it easier didn't stand out to me

The ship to me or pick up and start option
would be on the same pages where you pick
your color and your size. | would make all
those choices from the beginning and then
add to the bag.

Credits: UserTesting.com Preference Test

e
O
o

BOPIS CX/UX Discovery €

Things | DISLIKE...

In order to edit or change the store | wanted to
pick up in, | had to actually go back in to where
I had put the dress in my bag in the first place

and choose another store. | was not able to edit
that and make that change within the shopping

bag.

Definitely did not like that | couldn't change the
store location easily change it and that | would
have to start all over again next.

I definitely do not like the fact that it did not
show me that there was a definite probability
of the items being in my store... it just said
limited availability and then all the other

stores so that it was out of stock.
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I would like an option to pick up and buy in
store from the item page

The only thing that would change is that the
radio button to pick up in the store is bigger
and | can see it easier didn't stand out to me

The ship to me or pick up and start option
would be on the same pages where you pick
your color and your size. | would make all
those choices from the beginning and then
add to the bag.

Credits: UserTesting.com Preference Test

O
-

A

BOPIS CX/UX Discovery €

If You could change anything, what would you change?

When I'm looking at dresses on the landing
page, | would like to toggle up in the top right
hand corner items available for pick up

Add a note that says more information on
delivery and you know delivery options can be
found at checkout

| think it would be much more beneficial to put
in your location first before you start shopping
in that way would only show you items that
were available in your search range versus
finding something you | can be disappointed
that you can't find it.
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Definitions

A hypothesis is a proposed explanation for a phenomenon. For a hypothesis to be a scientific hypothesis, the
scientific method requires that one can test it.

The type of user/usability test performed.

A test category is a test method attribute that you can assign to one or more tests. You can use logical
operators with test categories to run tests from multiple categories together or to limit the tests that you run to tests that

belong to multiple categories.
An epiphany, an "aha” moment or a "eureka’ feeling when a solution to a problem presents itself suddenly.

design to control for order effects, we use separate groups of subjects, each group receiving treatments
in a different order. Example: group/user1 views designs A/B, group/user2 views designs in B/A order.

(also known as text clouds or tag clouds) work in a simple way: the more a specific word appears in a source
of textual data (such as a speech, blog post, or database), the bigger and bolder it appears in the word cloud.
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Disclaimer

BOPIS CX/UX Discovery

Mostly related to technical issues, several factors may have
affected the results of the usability test.

1. The sample size may not be representative of all people that
may use the product.

2. Human error and misinterpretations of qualitative feedback
affected the results to slight but varying degrees.

3. One known common product bugs or errors occurred during
this test.
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BOPIS CX/UX Discovery €

Speed is King and Convenience is Queen.
Why dO Cus tom ers Customers want products in-hand as soon as

possible after they’ve pressed the “buy” button.
Choose BOPIS? In response to demand, Best Buy Canada has set

availability for pickup at a mere 20 minutes.
Eliminates shipping costs

Avoid unknown retail ~ Want to receive the items

customer pain points, like ~on the same day
availability of an item |

Credits: Voxware, Jupiter Media Matrix, Voxware 98



BOPIS CX Research cx

The Wins and Pitfalls of BOPIS

OPPORTUNITIES CHALLENGES

- Traditional retailer have the ability to * Retail managers struggle with issues like
compete against the pure play online inaccurate data, limited stock, and slow
retailers by using in-store pickup to reduce refills.

last mile shipping costs o
« Customers said it took store employees a

. Associates have additional up-sale long time to retrieve their order or staff
opportunity due to the increased foot was unable to find it in the store system

traffic to the store , , ,
» Those tasked with handling online orders

Customers savings on shipping costs and for in-store pickup need to be alert to the
promotes efficiency and speed by allowing risk of being.
them to have the product. :
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BOPIS Process Flow

« Website displays inventory availability online by individual store location

« Customer finds and selects product online

« Customer selects in-store inventory option for fulfillment and completes checkout process
« System alerts store associate of new order

« Store associate picks item for customer

« Store associate alerts customer that order is ready for pick-up

» Customer picks up order

* Store associate marks order as fulfilled
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Customers Let You Know When It Doesn’t Work

) Let me pick a store and reduce choices to
g what you have. don't make me look at every

item, size, and color before telling me you
don't have it. [CSAT 0]

Be able to filter by store availability. Not one
thing I clicked on was available in the store
— and | clicked on 30 items.[CSAT 0]

9 If | select a filter to show items available in

the store, please show items available in the
store!!l! [CSAT 0]

Credits: Foresee - JCPenney Case Study

™

Make searching by store pickup easier. Even
though I filtered by store pickup, | had to click
several times to see if something was in stock
at my store. | had to click several times to view
one item and see if it was available. | spent
hours on the site when it should have only
taken me a few minutes. [CSAT 0]

Narrowed my search to Boots, then Work Boots
(89 results), then same day pick up (my store is
already selected). 80 results!!! That's
awesome!!! So | proceed to click on boots I'm
interested in. EVERY, | REPEAT, EVERY selection |
picked was either out of stock at my store
[CSAT 0]
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In-Store - Receipts

LA

RETURN POLICY DEFINITIONS
POLICY ID  DAYS POLIC’ E)}gg{F‘.‘S ON

90 10/10
THE HOME DEPOT RESERVES THE RIGHT T0
LIMIT / DENY RETURNS. PLEASE SEE THE
RETURN POLICY SIGN IN STORES FOR
DETAILS.

BUY ONLINE PICK-UP IN STORE
AVAILABLE NOW ON HOMEDEPOT.COM.
CONVENIENT, EASY AND MOST ORDERS

READY IN LESS THAN 2 HOURS!

AR AR AR X AR XX RN AR KN RR R R AR

BOPIS CX/UX Discovery €

102



